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DETAILED ACTION 
Continued Examination Under 37 CFR 1.114 

1 . A request for continued examination under 37 CFR 1.114, including the fee set forth in 
37 CFR 1.17(e), was filed in this application on 02/09/04. Since this application is eligible for 
continued examination under 37 CFR 1.1 14, and the fee set forth in 37 CFR 1.17(e) has been 
timely paid, the finality of the previous Office action has been withdrawn pursuant to 37 CFR 
1.114. Applicant's submission filed on 01/13/04 has been entered. 

2. Claims 1, 1 1, 19, 26, 28, 38, 46, 53, 55, 62, 64, 66, and 71 have been amended in the 
communications received 01/13/04. Claims 73-78 have been added. Claims 1-78 are now 
pending in this application. 

Claim Rejections - 35 USC § 103 

3. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a person 
having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 

4. Claims 1-78 are rejected under 35 U.S.C. 103(a) as being unpatentable over Storch et al. 
(U.S. 5,920,846) in view of GE Answer Center (General Electric Company). The following 
articles explain the different aspects of the GE Answer Center: 

i. Article "GEA: Making Things Happen-Consumer Friendly" from Appliance 
Manufacturer (referred to herein as reference A); 

ii. Article "Connected to Consumers" by Norman C Remich, Jr. (referred to herein 
as reference B); 



Application/Control Number: 09/480,589 Page 3 

Art Unit: 3623 

iii. Article "Benefiting from the 'Net" by John S McClenahen (referred to herein as 
reference C); and 

iv. Article "GE Answers Call to Evolve 10- Year-Old Help Line" by Alan Radding 
(referred to herein as reference D). 

5. As per claim 1, Storch et al. teaches a method of enabling scheduling of a service call in a 
computing environment, the method comprising: 

obtaining product information regarding a product from a user of the computing 
environment (See column 54, lines 1-15, column 55, lines 1-8, column 56, lines 10-25 and 41- 
51, wherein an order taker person or a customer enters product information from a user into the 
computing environment) ; 

automatically providing to the user, from who the product information is obtained, at 
least one available appointment for scheduling a service call based on the product information, 
wherein the automatic providing includes providing without interaction between the user and any 
other human being (See column 53, lines 62-67, column 54, lines 1-15 and 66-67, column 55, 
lines 1-8, 18-23, 27-38, and 45-60, column 57, lines 42-54, and column 58, lines 5-35 and 46-58, 
wherein the user is automatically provided via the computing system at least one appointment at 
which he/she can schedule an appointment for a service house call based on the known product 
information. The customer automatically interacts with the computer system. See specifically 
column 53, lines 62-67, and column 54, lines 1-5); 

reviewing a user's account (See at least column 54, lines 15-30); and 
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determining whether the product is serviced by a service provider (See at least column 
55, lines 1-8, 18-23, 27-38, and 45-60, column 56, lines 1-25 and 60-67, and column 57, lines 
15-40, wherein a determination is made as to whether the product needs to be serviced by a 
technician). 

However, while Storch et al. discloses reviewing the account of the user to make 
determinations about the scheduling of a technician, Storch et al. does not expressly disclose and 
GE Answer Center discloses: 

determining whether the product is serviced by a manufacturer of the product (See 
reference A, page 1, section 1, and page 2, section 3, wherein a determination is made whether 
the product is in warranty and serviced by the manufacturer); and 

determining whether the product is serviced by a service provider if the product is not 
serviced by the manufacturer, wherein the service provider is different than the manufacturer 
(See reference A, page 1, section 1, page 2, section 3, page 4, sections 3 and 4, and page 5, 
section 1, wherein out-of-warranty calls are referred to authorized service technicians). 

Both Storch et al. and GE Answer Center disclose scheduling service calls for customers 
based on product information as well as communicating using a computer communication 
network. It was old and well known at the time of the invention that products and installations 
have associated warranties that are considered when completing a service request. Therefore, it 
would have been obvious to one of ordinary skill in the art at the time of the invention to 
determine whether the product information indicates whether the product needs to be serviced by 
a manufacturer or a service provider when scheduling the technician of Storch et al. in order to 
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more efficiently schedule a qualified technician that meets the needs of the service order input by 
the user. 

6. As per claim 2, Storch et al. discloses a method wherein the product information 
comprises a location of the product and at least one of a product type, a product manufacturer, 
and a product model number, and wherein the at least one available appointment is based on the 
location of the product (See column 54, lines 1-15, column 55, lines 1-8, 18-23, 27-38, and 45- 
60, and column 56, lines 10-20, wherein the product information includes the location of the 
product (where the service house call needs to happen) and at least the product type). 

7. As per claim 3, Storch et al discloses a method wherein the automatically providing 
comprises selecting the at least one available appointment from at least one possible appointment 
for at least one service provider (See at least figure 12, column 54, lines 1-15 and 66-67, column 
55, lines 1-8, 18-23, 27-38, and 45-60, column 57, lines 42-54, and column 58, lines 5-35 and 
46-58, wherein at least one available appointment is selected from the available appointments 
from at least one service provider associated with the geographic location of the product). 

8. As per claim 4, Storch et al. discloses a method wherein the automatically providing 
comprises selecting the at least one available appointment from a plurality of appointments, and 
wherein the plurality of appointments are associated with a plurality of service providers at a 
plurality of locations (See at least figure 12, column 54, lines 66-67, column 55, lines 1-8, 18-38, 
and 45-60, column 57, lines 42-54, and column 58, lines 5-35 and 46-58, wherein at least one 
available appointment time is selected from a plurality of available appointments, these 
appointments being associated with a database containing a plurality of service providers 
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(service technicians able to be dispatched to provide service) for a plurality of geographic 
locations). 

9. As per claim 5, Storch et al. discloses a method wherein the automatically providing 
comprises determining in real-time the at least one available appointment (See at least figure 12, 
column 54, lines 66-67, column 55, lines 1-8, 18-38, and 45-60, column 57, lines 42-54, and 
column 58, lines 5-35 and 46-58, wherein real-time appointment availability records are 
maintained in the system and are provided in real-time to the user). 

10. As per claim 6, Storch et al. discloses a method wherein the automatically providing 
comprises determining in real-time the at least one available appointment as unavailable in the 
event another user has selected the at least one available appointment (See at least figure 12, 
column 54, lines 66-67, column 55, lines 1-8, 18-38, and 45-60, column 57, lines 42-54, and 
column 58, lines 5-35 and 46-58, wherein real-time appointment availability records are 
maintained in the system and are provided in real-time to the user. Appointments that have 
already been selected by other users are stored as unavailable and cannot be selected by the 
user). 

11. As per claim 7, Storch et al. discloses a method wherein product information is elicited 
from the user (See column 54, lines 1-7 and 66-67, column 55, lines 1-8, and column 56, lines 1- 
25, wherein product information is elicited from the user). However, Storch et al. does not 
expressly disclose providing suggested product information to the user for use by the user in 
providing the product information. 

GE Answer Center discloses providing suggested product information to the user for use 
by the user in providing the product information (See reference A, page 2, sections 1 and 4, page 
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3, section 1, and column 4, section 2, and reference D, page 1, section 1, page 2, section 1, 2, 4, 
and 5 5 and page 3, section 1, wherein the GE Answer Center is provided product information 
from the consumer based on prompts and questions asked by the representative). 

Both Storch et al. and GE Answer Center disclose scheduling service calls for customers 
based on product information as well as eliciting information from the customers to aid in the 
communication and identification of the problem of the customer. It is old and well known that a 
service representative (or the interface acting as a service representative) has specific information 
that must be known in order to help a customer and that the representative (or interface) will gain 
this needed information from the customer by asking questions and receiving answers to these 
questions. Therefore, it would have been obvious to one of ordinary skill in the art at the time of 
the invention to suggest product information to the user so that the user would provide the 
product information in order to better meet the needs of the customer by gaining all the 
information needed to diagnose the customer's situation. 

12. As per claim 8, Storch et al. discloses a method wherein the product information 
comprises at least one of a product type, a product manufacturer, and a product model number 
(See column 54, lines 1-15, column 55, lines 1-8, 18-23, 27-38, and 45-60, and column 56, lines 
10-20, wherein the product information includes at least the product type). However, Storch et 
al. does not expressly disclose suggested product information. 

GE Answer Center discloses suggested product information (See reference A, page 2, 
sections 1 and 4, page 3, section 1, and column 4, section 2, and reference D, page 1, section 1, 
page 2, section 1, 2, 4, and 5, and page 3, section 1, wherein the GE Answer center provides a 



Application/Control Number: 09/480,5 89 Page 8 

Art Unit: 3623 

user with suggested product information that leads the user to provide the necessary 
information). 

Both Storch et al. and GE Answer Center disclose scheduling service calls for customers 
based on product information as well as eliciting information from the customers to aid in the 
communication and identification of the problem of the customer. It is old and well known that a 
service representative (or the interface acting as a service representative) has specific information 
that must be known in order to help a customer and that the representative (or interface) will gain 
this needed information from the customer by asking questions and receiving answers to these 
questions. Therefore, it would have been obvious to one of ordinary skill in the art at the time of 
the invention to suggest product information to the user so that the user would provide the 
product information in order to better meet the needs of the customer by gaining all the 
information needed to diagnose the customer's situation. 

13. As per claim 9, Storch et al. discloses a method further comprising providing to the user a 
suggested nature of a problem based on the product information (See column 56, lines 1-25 and 
41-61, wherein based on the product information the user is provided with a suggested nature of 
the problem based on the historical knowledge of tool on similar product information). 

14. As per claim 10, Storch et al. teaches a method further comprising obtaining one of the at 
least one available appointment selected by the user (See at least figure 12, column 54, lines 66- 
67, column 55, lines 1-8, 18-38, and 45-60, column 57, lines 42-54, and column 58, lines 5-35 
and 46-58, wherein the at least one available appointment time is obtained for the user and is 
stored in association with their service call request). 
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15. As per claim 11, Storch et al. discloses a method further comprising notifying the service 
provider of the one of the at least one available appointment selected by the user (See column 54, 
lines 1-10, 40-48, and 65-67, and column 57, lines 25-37, wherein the system of the service 
provider is notified of the due date of the service order and the service order is completed by the 
due date). 

16. As per claim 12, Storch et al. teaches a method with a service provider associated with 
the company (See column 54, lines 1-15 and 66-67, column 55, lines 1-8, 18-23, 27-38, and 45- 
60, column 57, lines 42-54, and column 58, lines 5-35 and 46-58, wherein service providers are 
associated with the company). However, Storch et al. does not expressly disclose that the service 
provider is at least one of a factory service provider and an authorized service provider. 

GE Answer Center teaches that the service provider is at least one of a factory service 
provider and an authorized service provider (See reference A, page 2, section 3, wherein the 
service provider is an authorized service provider). 

Both Storch et al. and GE Answer Center disclose scheduling service calls with service 
providers for customers based on product information. It would have been obvious to one of 
ordinary skill in the art at the time of the invention to use at least one of factory service provider 
and an authorized service provider in order to increase brand loyalty by providing customers 
with the most qualified persons for the servicing job, as stated in reference A, page 2, section 3. 

17. As per claim 13, Storch et al. discloses a method further comprising setting the one of the 
at least one available appointment selected by the user as unavailable for other users (See at least 
figure 12, column 54, lines 66-67, column 55, lines 1-8, 18-38, and 45-60, column 57, lines 42- 
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54, and column 58, lines 5-35 and 46-58, wherein the at least one selected available appointment 
is stored in the system as unavailable). 

18. As per claim 14, Storch et al. discloses obtaining and validating product information (See 
column 54, lines 1-17, and column 56, lines 1-24, wherein product information is obtained and 
validated during the service appointment providing process). However, Storch et al. does not 
expressly disclose validating warranty coverage for the product based on the product 
information. 

GE Answer Center discloses validating warranty coverage for the product based on the 
product information (See reference A, page 2, sections 1-3, and page 3, section 1, reference B, 
page 2, section 2, and reference D, page 2, section 5, wherein the warranty coverage for the 
product is validated based on the product information obtained from the customer). 

Both Storch et al. and GE Answer Center disclose scheduling service calls for customers 
based on product information as well as confirming product information to ensure the right 
service is provided to a customer (ex.'s offering the right solution to a customer, confirming 
dispatch is needed or not needed, etc.). It is old and well known that products have warranty 
coverages associated with them that explain the terms of the services given with the ownerships. 
It would have been obvious to one of ordinary skill in the art at the time of the invention to 
validate warranty coverage for a product in order to increase brand loyalty by better serving the 
in-warranty customers based on the terms of their warranty and more quickly and accurately 
referring out-of-warranty customers to the appropriate technicians, as stated in reference A, page 
2, section 3. 
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19. As per claim 15, Storch et al. teaches a method further comprising obtaining a nature of a 
problem of the product (See column 54, lines 1-8 and 66-67, column 55, lines 1-8 and 60-67, 
column 56, lines 1-21 and 44-55, wherein the nature of the problem is obtained from a customer 
through the service order process). However, Storch et al. does not expressly disclose providing 
do-it-yourself repair information based on the nature of the problem. 

GE Answer Center teaches obtaining a nature of a problem of the product and providing 
do-it-yourself repair information based on the nature of the problem (See reference A, page 2, 
section 1, page 3, section 1, and page 4, sections 1, 2, and 3, wherein the nature of the problem 
information is obtained and do-it-yourself repair information is provided using the problem 
information). 

Both Storch et al. and GE Answer Center disclose scheduling service calls for customers 
based on product information as well as trying to not dispatch service providers when a dispatch 
is unnecessary. It would have been obvious to one of ordinary skill in the art at the time of the 
invention to provide do-it-yourself repair information based on the nature of the problem in order 
to reduce the number of service calls by helping a user address simpler problems, thereby saving 
service call appointments for users who truly need the technicians and saving money for the 
company by not unnecessarily dispatching technicians. 

20. As per claim 16, Storch et al. discloses a method wherein the obtaining the product 
information at a first computing unit from input of the product information by the user at a 
second computing unit coupled to the first computing unit via a communications network (See 
column 54, lines 66-67, and column 55, lines 1-10, wherein the product information is obtained 



Application/Control Number: 09/480,589 Page 12 

Art Unit: 3623 

at a second location from inputting at a first location via a communications network (the 
information is transmitted online)). 

21. As per claim 17, Storch et al. teaches a method wherein a communications network is 
used that is accessible by either the order taker or the customer as well as the technicians (See 
column 54, lines 1-8 and 66-67, column 55, lines 1-8, and column 57, lines 30-38, which 
discloses an on-line accessible communications system wherein the customer or the order taker 
can access information). However, Storch et al. does not expressly discloses that the 
communications network is a global computer network. 

GE Answer Center discloses a global computer network (See reference C, page 1, 
sections 1 and 2, which disclose Web access to the system). 

Both Storch et al. and GE Answer Center disclose scheduling service calls for customers 
based on product information as well as communicating using a computer communication 
network. It would have been obvious to one of ordinary skill in the art at the time of the 
invention to use a global network as the communications network of Storch et al. in order to 
increase usability of the tool by allowing users and service providers at remote locations access 
to information of the system. Using global communications networks for increased access to 
information from remote locations is old and well known in the art. 

22. As per claim 18, Storch et al. discloses a method wherein said service call is for repair of 
a home appliance (See column 55, lines 28-33, and column 56, lines 10-20, wherein the service 
call is a request for the repair of the home appliance of a phone). 

23. As per claim 19, Storch et al. teaches a method of enabling scheduling of a service call 
for repair of a home appliance in a computing environment, the method comprising: 
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obtaining product information regarding a product at a first computing unit from input of 
the product information by a user at a second computing unit coupled to the first computing unit 
via a communications network (See column 54, lines 1-15 and 66-67, column 55, lines 1-10, 
column 56, lines 10-25 and 41-51, wherein a customer enters product information from a user 
into the computing environment. The product information is obtained at a second location from 
inputting at a first location via a communications network (the information is transmitted 
online)); and 

automatically providing from the first computing unit to the user that input the product 
information at the second computing unit at least one available appointment for scheduling a 
service call based on the product information, wherein automatically providing includes 
providing without interaction between the user and any other human being (See column 53, lines 
62-67, column 54, lines 1-15 and 66-67, column 55, lines 1-8, 18-23, 27-38, and 45-60, column 
57, lines 42-54, and column 58, lines 5-35 and 46-58, wherein the user is automatically provided 
via the computing system at least one appointment at which he/she can schedule an appointment 
for a service house call based on the known product information. The customer automatically 
interacts with the computer system. See specifically column 53, lines 62-67, and column 54, 
lines 1-5); 

reviewing a user's account (See at least column 54, lines 15-30); and 
determining whether the product is serviced by a service provider (See at least column 
55, lines 1-8, 18-23, 27-38, and 45-60, column 56, lines 1-25 and 60-67, and column 57, lines 
15-40, wherein a determination is made as to whether the product needs to be serviced by a 
technician). 
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However, while Storch et al. discloses reviewing the account of the user to make 
determinations about the scheduling of a technician, Storch et al. does not expressly disclose and 
GE Answer Center discloses: 

determining whether the product is serviced by a manufacturer of the product (See 
reference A, page 1, section 1, and page 2, section 3, wherein a determination is made whether 
the product is in warranty and serviced by the manufacturer); and 

determining whether the product is serviced by a service provider if the product is not 
serviced by the manufacturer, wherein the service provider is different than the manufacturer 
(See reference A, page 1, section 1, page 2, section 3, page 4, sections 3 and 4, and page 5, 
section 1, wherein out-of- warranty calls are referred to authorized service technicians). 
Both Storch et al. and GE Answer Center disclose scheduling service calls for customers based 
on product information as well as communicating using a computer communication network. It 
was old and well known at the time of the invention that products and installations have 
associated warranties that are considered when completing a service request. Therefore, it would 
have been obvious to one of ordinary skill in the art at the time of the invention to determine 
whether the product information indicates whether the product needs to be serviced by a 
manufacturer or a service provider when scheduling the technician of Storch et al. in order to 
more efficiently schedule a qualified technician that meets the needs of the service order input by 
the user. 

24. As per claims 20, 21, 22, 23, 24, 25, 26, and 27, claims 20, 21, 22, 23, 24, 25, 26, and 27 
are method claims with equivalent limitations to claims 2, 4, 5, 6, 15, 10, 1 1, and 13, 
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respectively. Therefore, claims 20, 21, 22, 23, 24, 25, 26, and 27 are rejected using the same art 
and rationale applied in the rejections of claims 2, 4, 5, 6, 15, 10, 1 1, and 13, respectively. 

25. As per claims 28-45, claims 28-45 are system versions of the methods of claims 1-18, 
respectively. Therefore, claims 28-45 are rejected using the art relied upon in the rejections of 
claims 1-18, respectively. 

26. As per claims 46-54, claims 46-54 are systems versions of the methods of claims 19-27, 
respectively. Therefore, claims 46-54 are rejected using the same art relied upon in the 
rejections of claims 19-27, respectively. 

27. As per claims 55-63, claims 55-63 are systems versions of the methods of claims 19-27, 
respectively. Therefore, claims 55-63 are rejected using the same art relied upon in the 
rejections of claims 19-27, respectively. 

28. As per claim 64, Storch et al. teaches an article of manufacture comprising: 

at least one computer usable medium having computer readable program code means 
embodied therein for causing the scheduling of a service call for repair of a home appliance (See 
column 54, lines 1-15 and 66-67, column 55, lines 1-10, 18-23, 27-38, and 45-60, column 56, 
lines 10-20, column 57, lines 42-54, and column 58, lines 5-35 and 46-58, wherein a service call 
is scheduled for a repair of a home appliance of a phone), the computer readable program code 
means in said article of manufacture comprising: 

computer readable program code means for causing a computer to obtain product 
information at a first computing unit from input of the product information by the user at a 
second computing unit coupled to the first computing unit via a communications network (See 
column 54, lines 1-15 and 66-67, column 55, lines 1-10, column 56, lines 10-25 and 41-51, 
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wherein an order taker person or a customer enters product information from a user into the 
computing environment. The product information is obtained at a second location from inputting 
at a first location via a communications network (the information is transmitted online)); 

computer readable program code means for causing a computer to provide from the first 
computing unit to the user that input the product information at the second computing unit at 
least one available appointment for scheduling a service call based on the product information 
(See column 53, lines 62-67, column 54, lines 1-15 and 66-67, column 55, lines 1-10, 18-23, 27- 
38, and 45-60, column 57, lines 42-54, and column 58, lines 5-35 and 46-58, wherein the user is 
automatically provided via the computing system's units at least one appointment at which 
he/she can schedule an appointment for a service house call based on the known product 
information) reviewing a user's account (See at least column 54, lines 15-30); 

computer readable program code means for causing a computer to review a user's 
account (See at least column 54, lines 15-30); and 

computer readable program code means for causing a computer to determine whether the 
product is serviced by a service provider (See at least column 55, lines 1-8, 18-23, 27-38, and 45- 
60, column 56, lines 1-25 and 60-67, and column 57, lines 15-40, wherein a determination is 
made as to whether the product needs to be serviced by a technician). 

However, while Storch et al. discloses reviewing the account of the user to make 
determinations about the scheduling of a technician, Storch et al. does not expressly disclose and 
GE Answer Center discloses: 
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determining whether the product is serviced by a manufacturer of the product (See 
reference A, page 1, section 1, and page 2, section 3, wherein a determination is made whether 
the product is in warranty and serviced by the manufacturer); and 

determining whether the product is serviced by a service provider if the product is not 
serviced by the manufacturer, wherein the service provider is different than the manufacturer 
(See reference A, page 1, section 1, page 2, section 3, page 4, sections 3 and 4, and page 5, 
section 1, wherein out-of-warranty calls are referred to authorized service technicians). 

Both Storch et al. and GE Answer Center disclose scheduling service calls for customers 
based on product information as well as communicating using a computer communication 
network. It was old and well known at the time of the invention that products and installations 
have associated warranties that are considered when completing a service request. Therefore, it 
would have been obvious to one of ordinary skill in the art at the time of the invention to 
determine whether the product information indicates whether the product needs to be serviced by 
a manufacturer or a service provider when scheduling the technician of Storch et al. in order to 
more efficiently schedule a qualified technician that meets the needs of the service order input by 
the user. 

29. As per claims 65-72, claims 65-72 are systems versions of the methods of claims 20-27, 
respectively. Therefore, claims 65-72 are rejected using the same art relied upon in the 
rejections of claims 20-27, respectively 

30. As per claim 73, Storch et al. teaches determining whether the product is serviced by a 
service provider (See at least column 55, lines 1-8, 18-23, 27-38, and 45-60, column 56, lines 1- 
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25 and 60-67, and column 57, lines 15-40, wherein a determination is made as to whether the 
product needs to be serviced by a technician). 

However, Storch et al. does not expressly disclose and GE Answer Center discloses; 

determining whether the product is serviced by a service provider if the product is not 
serviced by the manufacturer, wherein the service provider is different than the manufacturer 
comprises determining whether the product is serviced by an authorized service provider if the 
product is not serviced by the manufacturer, the authorized service provider having agreed with 
the manufacturer to provide a service similar to that provided by the manufacturer (See reference 
A, page 1, section 1, page 2, section 3, page 4, sections 3 and 4, and page 5, section 1, wherein 
out-of-warranty calls are referred to authorized service technicians). 

Both Storch et al. and GE Answer Center disclose scheduling service calls for customers 
based on product information as well as communicating using a computer communication 
network. It was old and well known at the time of the invention that products and installations 
have associated warranties that are considered when completing a service request. Therefore, it 
would have been obvious to one of ordinary skill in the art at the time of the invention to 
determine whether the product information indicates whether the product needs to be serviced by 
a manufacturer or an authorized service provider when scheduling the technician of Storch et al. 
in order to more efficiently schedule a qualified technician that meets the needs of the service 
order input by the user. 

31. As per claims 74-78, claims 74-78 recite equivalent limitations to claim 73 and are 
therefore rejected in each instance using the same art and rationale as applied in the rejection of 
claim 73. 
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Response to Arguments 



32. Applicant's arguments with regards to the rejections based on Storch et al. (U.S. 
5,920,846) in view of GE Answer Center (General Electric Company, reference A-D disclosed 
above) have been fully considered, but they are not persuasive. In the remarks, Applicant argues 
that (1) Storch et al. does not teach or suggest (1) the limitations of claims 1, 19, 28, 46, 55, and 
64 and (2) that neither Storch et al. nor GE Answer Center teaches or suggests determining 
whether the product is serviced by a manufacturer of the product, and determining whether the 
product is serviced by a service provider if the product is not serviced by the manufacturer, 
wherein the service provider is different than the manufacturer. 

In response to argument (1), Applicant's arguments fail to comply with 37 CFR 1.1 1 1(b) 
because they amount to a general allegation that the claims define a patentable invention without 
specifically pointing out how the language of the claims patentably distinguishes them from the 
references. In each instance, Applicant has merely copied the claim limitations and stated that 
Storch et al. does not teach them. Examiner respectfully disagrees with the Applicant, and 
reasserts the rejections set forth above. 
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In response to argument (2) of the Applicant, Examiner first points out that these 
limitations were added in the amendments of 01/13/04 and have been addressed in the new 
rejections above, as necessitated by amendment. Examiner asserts that at least Reference A of 
GE Answer Center does teach these new limitations in reference A, page 1, section 1, page 2, 
section 3, page 4, sections 3 and 4, and page 5, section 1, wherein in-warranty calls are dealt with 
by the manufacturer while out-of-warranty calls are referred to authorized service technicians. 
(See rejections above). 

Conclusion 

The prior art made of record and not relied upon is considered pertinent to applicant's 
disclosure. 

Reichwein et al. (U.S. 6,31 1,162) teaches compiling work orders for a customer using 
inputted information. 

Sandifer (U.S. 6,292,806) discloses a repair system interface. 

Koether (U.S. 5,875,430) discloses a communication network for appliance repair. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Beth Van Doren whose telephone number is (703) 305-3882. 
The examiner can normally be reached on M-F, 8:30-5:00. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Tariq Hafiz can be reached on (703) 305-9643. The fax phone number for the 
organization where this application or proceeding is assigned is 703-872-9306. 
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Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). 

bvd 

April 21, 2004 
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